Agriculture and Food Incidents Report
1/1/2010 to 1/31/2010 as of 2/1/2010

|Agriculture and Food I

First Contact Resolution

First contact resolution tracks DTS' efforts to resolve customer incidents on initial contact.
Cells displayed show the number of incidents resolved on first contact during the reporting period.

Top Number - Total Incidents
Bottom Number - FCR Met

Low Total
_No Tier 2 None None 29 29
0 0
Total 29 29
0 0
Total 29 29
0 0
Application Error None 1 1
0 0
Total 1 1
0 0
Total 1 1
0 0
30 30
0 0
Application Password Novell 1 1
GroupWise 0 0
Total 1 1
0 0
Total 1 1
0 0




_No Tier 2

Low

Total

Gascard

Application

Application Error

1 1

0 0

1 1

0 0

1 1

0 0

1 1

0 0

1 1

0 0

Gascard 1 1
0 0

1 1

0 0

1 1

0 0

1 1

0 0

Reporting 1 1
0 0

1 1

0 0

1 1

0 0

1 1

0 0

Establishment 1 1
Registrations 1 1
Food 1 1
Sanitation 1 1
None 1 1
0 0




Low

Total

Application Error Total 3
2

Reporting Intel PROSet 1
Wireless 1

Total 1

1

Total 4
3

Network Error None 1
0

Novell Client 1

for 32-bit 1

Total 2

1

Total 2
1

PC/Laptop Hardware None 1
1

Total 1

1

None Microsoft Office 1
XP 1

Total 1

1

Password Novell Client 1
for 32-bit 1

Total 1

1

Performance Microsoft 3
Windows XP 3

Total 3




Low Total
PC/Laptop Virus Symantec 2 2
Endpoint 2 2
Total 2 2
2 2
Total 8 8
8 8
Print/Copy/Sca Incident Microsoft Office 1 1
n/Fax XP 1 1
Microsoft 1 1
Windows XP 1 1
None 1 1
1 1
Total 3 3
3 3
Queue None 1 1
1 1
Novell Client 1 1
for 32-bit 1 1
Total 2 2
2 2
Toner/Fuser/ink None 2 2
2 2
Total 2 2
2 2
Total 7 7
7 7
21 21
19 19
Print/Copy/Sca Incident None 2 2
n/Fax 2 2
Total 2 2
2 2




Low

Total

Print/Copy/Sca
n/Fax

57
21




Missed Initial Response

Missed initial response tracks DTS' efforts to respond to customer incidents in accordance with enterprise standards.

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and
Critical within 30 clock minutes.

Cells displayed show the number of incident responses that missed the enterprise standards during the reporting period.

Top Number - Total Incidents

Bottom Number - Missed Inital Response
Low Total
_No Tier 2 None None 29 29
1 1
Total 29 29
1 1
Total 29 29
1 1
Application 1 1
1 1
1 1
1 1
1 1
1 1
30 30
2 2
Application Password Novell 1 1
GroupWise 0 0
Total 1 1
0 0
1 1
0 0
1 1
0
_No Tier 2 1 1
0 0




Low

Total

_No Tier 2

Gascard

Application

Application

Gascard

Reporting

Error

Establishment
Registrations

Food
Sanitation

None

Total

Reporting

Intel PROSet
Wireless




Low

Total

Application Reporting Total 1
0

Total 4
1

Network Error None 1
1

Novell Client 1

for 32-bit 0

Total 2

1

Total 2
1

PC/Laptop Hardware None 1
0

Total 1

0

None Microsoft Office 1
XP 0

Total 1

0

Password Novell Client 1
for 32-bit 0

Total 1

0

Performance Microsoft 3
Windows XP 0

Total 3

0

Virus Symantec 2
Endpoint 0

Total 2




Low Total
PC/Laptop Total 8 8
0 0
Print/Copy/Sca Incident Microsoft Office 1 1
n/Fax XP 0 0
Microsoft 1 1
Windows XP 0 0
None 1 1
0 0
Total 3 3
0 0
Queue None 1 1
0 0
Novell Client 1 1
for 32-bit 0 0
Total 2 2
0 0
Toner/Fuser/Ink None 2 2
0 0
Total 2 2
0 0
Total 7 7
0 0
21 21
2 2
Print/Copy/Sca Incident None 2 2
n/Fax 0 0
Total 2 2
0 0
Total 2 2
0 0
2 2
0 0




Low

Total




Average Time To Initial Response

Average time to initial response tracks DTS' efforts in responding to customer incidents based upon established enterprise standards.
Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and
Critical within 30 clock hour minutes.

Cells displayed show the number of incidents and the average time it took DTS to respond to the customer's problem.

Top Number - Total Incidents
Bottom Number -Average time in hours

Low Total
_No Tier 2 None None 29 29
0.54 0.54
Total 29 29
0.54 0.54
Total 29 29
0.54 0.54
Application 1 1
0.70 0.70
1 1
0.70 0.70
1 1
0.70 0.70
30 30
0.55 0.55
Application Password Novell 1 1
GroupWise 0.14 0.14
Total 1 1
0.14 0.14
1 1
0.14 0.14
1 1
0.14 0.14
_No Tier 2 1 1
0.00 0.00
Total 1 1
0.00 0.00




Low

Total

_No Tier 2

Gascard

Application

Application

0.00 0.00

1 1

0.00 0.00

Gascard 1 1
1.03 1.03

1 1

1.03 1.03

1 1

1.03 1.03

1 1

1.03 1.03

Reporting 1 1
0.00 0.00

1 1

0.00 0.00

1 1

0.00 0.00

1 1

0.00 0.00

Establishment 1 1
Registrations 0.00 0.00
Food 1 1
Sanitation 0.00 0.00
None 1 1
3.25 3.25

Total 3 3
1.63 1.63

Reporting Intel PROSet 1 1
Wireless 0.00 0.00
Total 1 1
0.00 0.00




Low Total
Application Total 4 4
1.30 1.30
Network Error None 1 1
4.61 4.61
Novell Client 1 1
for 32-bit 0.09 0.09
Total 2 2
2.35 2.35
Total 2 2
2.35 2.35
PC/Laptop Hardware None 1 1
0.00 0.00
Total 1 1
0.00 0.00
None Microsoft Office 1 1
XP 0.00 0.00
Total 1 1
0.00 0.00
Password Novell Client 1 1
for 32-bit 0.00 0.00
Total 1 1
0.00 0.00
Performance Microsoft 3 3
Windows XP 0.00 0.00
Total 3 3
0.00 0.00
Virus Symantec 2 2
Endpoint 0.00 0.00
Total 2 2
0.00 0.00
Total 8 8
0.00 0.00




Low

Total

Print/Copy/Sca
n/Fax

Print/Copy/Sca
n/Fax

Incident Microsoft Office 1 1
XP 0.00 0.00

Microsoft 1 1

Windows XP 0.00 0.00

None 1 1

0.00 0.00

Total 3 3

0.00 0.00

Queue None 1 1
0.00 0.00

Novell Client 1 1

for 32-bit 0.00 0.00

Total 2 2

0.00 0.00

Toner/Fuser/ink 2 2
0.00 0.00

2 2

0.00 0.00

7 7

0.00 0.00

21 21

0.66 0.66

Incident None 2 2
0.00

2

0.00

2

0.00

2

0.00

57

0.56




Missed Resolution

Missed resolution tracks DTS' efforts to resolve customer incidents in accordance with enterprise standards.

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and
Critical within 2 clock hours.

Cells displayed show the number of incidents that missed the enterprise resolution times during the reporting period.

Top Number - Total Incidents
Bottom Number - Missed Resolution

Low Total
_No Tier 2 None None 29 29
2 2
Total 29 29
2 2
Total 29 29
2 2
Application 1 1
0
1 1
0 0
1 1
0 0
30 30
2 2
Application Password Novell 1 1
GroupWise 1 1
Total 1 1
1 1
1 1
1 1
1 1
1 1
_No Tier 2 1 1
1 1
Total 1 1
1 1




Low

Total

_No Tier 2

Gascard

Application

Application

Gascard

Reporting

Establishment
Registrations

Food
Sanitation

None

Total

Reporting

Intel PROSet
Wireless

Total




Low

Total

Application Total 4
1

Network Error None 1
1

Novell Client 1

for 32-bit 0

Total 2

1

Total 2
1

PC/Laptop Hardware None 1
0

Total 1

0

None Microsoft Office 1
XP 0

Total 1

0

Password Novell Client 1
for 32-bit 0

Total 1

0

Performance Microsoft 3
Windows XP 0

Total 3

0

Virus Symantec 2
Endpoint 0

Total 2

0

Total 8




Print/Copy/Sca
n/Fax

Print/Copy/Sca
n/Fax

Low Total
Incident Microsoft Office 1 1
XP 0 0
Microsoft 1 1
Windows XP 0 0
None 1 1
0 0
Total 3 3
0 0
Queue None 1 1
0 0
Novell Client 1 1
for 32-bit 0 0
Total 2 2
0 0
Toner/Fuser/ink 2 2
0 0
2 2
0 0
7 7
0 0
21 21
2 2
Incident None 2 2
0
2
0
2
0
2
0
57




Average Time To Resolution

Average time to resolution tracks DTS' efforts to resolve customer incidents based upon established enterprise standards.

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and
Critical within 2 clock hours.

Cells displayed show the number of incidents and the average time it took DTS to resolve the customer's problem.

Top Number - Total Incidents
Bottom Number - Average time in hours

Low Total
_No Tier 2 None None 29 29
0.56 0.56
Total 29 29
0.56 0.56
Total 29 29
0.56 0.56
Application 1 1
0.70 0.70
1 1
0.70 0.70
1 1
0.70 0.70
30 30
0.57 0.57
Application Password Novell 1 1
GroupWise 4.02 4.02
Total 1 1
4.02 4.02
1 1
4.02 4.02
1 1
4.02 4.02
_No Tier 2 1 1
28.17 28.17




Low

Total

_No Tier 2

Gascard

Application

Application

28.17 28.17

1 1

28.17 28.17

1 1

28.17 28.17

Gascard 1 1
1.03 1.03

1 1

1.03 1.03

1 1

1.03 1.03

1 1

1.03 1.03

Reporting 1 1
0.00 0.00

1 1

0.00 0.00

1 1

0.00 0.00

1 1

0.00 0.00

Error Establishment 1 1
Registrations 0.00 0.00
Food 1 1
Sanitation 0.00 0.00
None 1 1
3.25 3.25

Total 3 3
1.63 1.63

Reporting Intel PROSet 1 1
Wireless 0.00 0.00




Low Total
Application Reporting Total 1 1
0.00 0.00
Total 4 4
1.30 1.30
Network Error None 1 1
5.43 5.43
Novell Client 1 1
for 32-bit 0.33 0.33
Total 2 2
2.88 2.88
Total 2 2
2.88 2.88
PC/Laptop Hardware None 1 1
0.00 0.00
Total 1 1
0.00 0.00
None Microsoft Office 1 1
XP 0.00 0.00
Total 1 1
0.00 0.00
Password Novell Client 1 1
for 32-bit 0.00 0.00
Total 1 1
0.00 0.00
Performance Microsoft 3 3
Windows XP 0.00 0.00
Total 3 3
0.00 0.00
Virus Symantec 2 2
Endpoint 0.00 0.00
Total 2 2
0.00 0.00




Low Total
PC/Laptop Total 8 8
0.00 0.00
Print/Copy/Sca Incident Microsoft Office 1 1
n/Fax XP 0.00 0.00
Microsoft 1 1
Windows XP 0.00 0.00
None 1 1
0.00 0.00
Total 3 3
0.00 0.00
Queue None 1 1
0.00 0.00
Novell Client 1 1
for 32-bit 0.00 0.00
Total 2 2
0.00 0.00
Toner/Fuser/Ink None 2 2
0.00 0.00
Total 2 2
0.00 0.00
Total 7 7
0.00 0.00
21 21
0.75 0.75
Print/Copy/Sca Incident None 2 2
n/Fax 0.00 0.00
Total 2 2
0.00 0.00
Total 2 2
0.00 0.00
2 2
0.00 0.00




Low Total
Total 57 57
1.28 1.28
INC000000057373 _No Tier 2 None None TIR Missed: No TIR:  0.00
Application Support Agriculture and Food Low Closed TTR Missed: No  TTR: 0.07
INC000000057626 _No Tier 2 None None TIR Missed: No TIR:  0.00
Application Support Agriculture and Food Low Closed TTR Missed: No  TTR: 0.17
INC000000057635 _No Tier 2 None None TIR Missed: No TIR:  0.00
Application Support Agriculture and Food Low Closed TTR Missed: No  TTR: 0.28
INC000000057637 _No Tier 2 None None TIR Missed: No TIR:  0.00
Application Support Agriculture and Food Low Closed TTR Missed: No  TTR: 0.08
INC000000057756 _No Tier 2 None None TIR Missed: No TIR:  0.00
Application Support Agriculture and Food Low Closed TTR Missed: No  TTR: 0.72
INC000000057768 _No Tier 2 None None TIR Missed: No TIR:  0.00
Application Support Agriculture and Food Low Closed TTR Missed: No  TTR: 0.03
INC000000058059 _No Tier 2 None None TIR Missed: No TIR:  0.00
Application Support Agriculture and Food Low Closed TTR Missed: No  TTR: 0.03
INC000000058381 _No Tier 2 None None TIR Missed: Yes TIR: 16.15
Application Support Agriculture and Food Low Closed TTR Missed: Yes TTR: 16.18
INC000000058449  No Tier 2 None None TIR Missed: No TIR:  0.00
Application Support Agriculture and Food Low Closed TTR Missed: No  TTR: 1.17
INC000000059876 _No Tier 2 None None TIR Missed: No TIR:  0.00
Application Support Agriculture and Food Low Closed TTR Missed: No  TTR: 0.24
INC000000062673 _No Tier 2 None None TIR Missed: No TIR:  0.00
Application Support Agriculture and Food Low Closed TTR Missed: No  TTR: 0.12
INC000000062676 _No Tier 2 None None TIR Missed: No TIR:  0.00
Application Support Agriculture and Food Low Closed TTR Missed: No  TTR: 0.03
INC000000062697 _No Tier 2 None None TIR Missed: No TIR:  0.00
Application Support Agriculture and Food Low Closed TTR Missed: No  TTR: 0.06
INC000000063179 _No Tier 2 None None TIR Missed: No TIR:  0.00
Application Support Agriculture and Food Low Closed TTR Missed: No  TTR: 0.16
INC000000063335 _No Tier 2 None None TIR Missed: No TIR:  0.00
Application Support Agriculture and Food Low Closed TTR Missed: No  TTR: 0.03
INC000000064718 _No Tier 2 None None TIR Missed: No TIR:  0.00
Capitol Hosting Agriculture and Food Low Resolved TTR Missed: Yes TTR: 56.33
INC000000064721 _No Tier 2 None None TIR Missed: No TIR:  0.00
Application Support Agriculture and Food Low Closed TTR Missed: No  TTR: 1.86
INC000000066100 _No Tier 2 None None TIR Missed: No TIR:  0.00
Application Support Agriculture and Food Low Resolved TTR Missed: No  TTR: 0.12
INC000000066101 _No Tier 2 None None TIR Missed: No TIR:  0.00
Application Support Agriculture and Food Low Resolved TTR Missed: No  TTR: 0.09
INC000000066104 _No Tier 2 None None TIR Missed: No TIR:  0.00
Application Support Agriculture and Food Low Resolved TTR Missed: No  TTR: 0.10
INC000000066108 _No Tier 2 None None TIR Missed: No TIR:  0.00
Application Support Agriculture and Food Low Resolved TTR Missed: No  TTR: 0.06




INC000000066670 _No Tier 2 None None TIR Missed: No TIR:  0.00
Application Support Agriculture and Food Low Resolved TTR Missed: Yes TTR: 6.24
INC000000067178 _No Tier 2 None None TIR Missed: No TIR:  0.00
Application Support Agriculture and Food Low Resolved TTR Missed: No  TTR: 0.40
INC000000069375 _No Tier 2 None None TIR Missed: No TIR:  0.00
Application Support Agriculture and Food Low Resolved TTR Missed: No  TTR: 0.06
INC000000069472 _No Tier 2 None None TIR Missed: No TIR:  0.00
Application Support Agriculture and Food Low Resolved TTR Missed: No  TTR: 0.65
INC000000069475 _No Tier 2 None None TIR Missed: No TIR:  0.00
Application Support Agriculture and Food Low Resolved TTR Missed: No  TTR: 0.69
INC000000069746 _No Tier 2 None None TIR Missed: No TIR:  0.00
Application Support Agriculture and Food Low Resolved TTR Missed: No  TTR: 0.58
INC000000069856 _No Tier 2 None None TIR Missed: No TIR:  0.00
Application Support Agriculture and Food Low Resolved TTR Missed: No  TTR: 0.59
INC000000071487 _No Tier 2 None None TIR Missed: No TIR:  0.00
Application Support Agriculture and Food Low Resolved TTR Missed: No  TTR: 0.98
INC000000071489 _No Tier 2 None None TIR Missed: No TIR:  0.00
Application Support Agriculture and Food Low Resolved TTR Missed: No  TTR: 0.95
INC000000058042  Application Error None TIR Missed: Yes TIR: 1.40
Application Support Agriculture and Food Low Closed TTR Missed: No TTR: 1.40
INC000000063989  Application Reporting None TIR Missed: No TIR:  0.00
Help Desk Agriculture and Food Low Closed TTR Missed: No  TTR: 0.00
INC000000064029  Application Reporting Intel PROSet Wireless TIR Missed: No TIR: 0.00
Metro D Desktop Support Agriculture and Food Low Closed TTR Missed: No  TTR: 0.00
INC000000064157  Application Error None TIR Missed: Yes TIR: 6.51
Metro D Desktop Support Agriculture and Food Low Closed TTR Missed: Yes TTR: 6.51
INC000000066839  Application Error Food Sanitation Manager TIR Missed: No TIR: 0.00
Metro D Desktop Support Agriculture and Food Low Resolved TTR Missed: No  TTR: 0.00
INC000000070233  Application Error Establishment Registratic TIR Missed: No TIR: 0.00
Metro D Desktop Support Agriculture and Food Low Resolved TTR Missed: No  TTR: 0.00
INC000000071309  Application Password Novell GroupWise TIR Missed: No TIR: 0.27
Capitol Desktop Support Agriculture and Food Low Resolved TTR Missed: Yes TTR: 8.05
INC000000067371  Gascard Card Gascard TIR Missed: Yes TIR: 2.07
Fuel Network Agriculture and Food Low Resolved TTR Missed: No TTR: 2.07
INC000000063969  Network Error None TIR Missed: Yes TIR: 9.23
Metro D Desktop Support Agriculture and Food Low Closed TTR Missed: Yes TTR: 10.87
INC000000067767  Network Error Novell Client for 32-bit W TIR Missed: No TIR: 0.17
Metro D Desktop Support Agriculture and Food Low Resolved TTR Missed: No  TTR: 0.65
INC000000062188  PC/Laptop Virus Symantec Endpoint Prote TIR Missed: No TIR: 0.00
Metro D Desktop Support Agriculture and Food Low Closed TTR Missed: No  TTR: 0.00
INC000000063157  PC/Laptop None Microsoft Office XP Profe TIR Missed: No TIR: 0.00
Metro D Desktop Support Agriculture and Food Low Closed TTR Missed: No  TTR: 0.00
INC000000064037  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro D Desktop Support Agriculture and Food Low Closed TTR Missed: No  TTR: 0.00




INC000000065825  PC/Laptop Performance Microsoft Windows XP Pi TIR Missed: No  TIR: 0.00
Metro D Desktop Support Agriculture and Food Low Resolved TTR Missed: No  TTR: 0.00
INC000000065993  PC/Laptop Virus Symantec Endpoint Prote TIR Missed: No  TIR: 0.00
Metro D Desktop Support Agriculture and Food Low Resolved TTR Missed: No  TTR: 0.00
INC000000066849  PC/Laptop Password Novell Client for 32-bit W TIR Missed: No  TIR: 0.00
Metro D Desktop Support Agriculture and Food Low Resolved TTR Missed: No  TTR: 0.00
INC000000070225  PC/Laptop Performance Microsoft Windows XP Pi TIR Missed: No  TIR: 0.00
Metro D Desktop Support Agriculture and Food Low Resolved TTR Missed: No  TTR: 0.00
INC000000070246  PC/Laptop Performance Microsoft Windows XP Pi TIR Missed: No  TIR: 0.00
Metro D Desktop Support Agriculture and Food Low Resolved TTR Missed: No  TTR: 0.00
INC000000062835  Print/Copy/Scan/Fax Incident Microsoft Windows XP Pi TIR Missed: No TIR: 0.00
Metro D Desktop Support Agriculture and Food Low Closed TTR Missed: No  TTR: 0.00
INC000000063153  Print/Copy/Scan/Fax Toner/Fuser/Ink None TIR Missed: No TIR: 0.00
Metro D Desktop Support Agriculture and Food Low Closed TTR Missed: No  TTR: 0.00
INC000000063171 Print/Copy/Scan/Fax Incident Microsoft Office XP Profe TIR Missed: No TIR: 0.00
Metro D Desktop Support Agriculture and Food Low Closed TTR Missed: No  TTR: 0.00
INC000000063973  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.00
Metro D North Desktop Support Agriculture and Food Low Closed TTR Missed: No  TTR: 0.00
INC000000063990  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.00
Metro D North Desktop Support Agriculture and Food Low Closed TTR Missed: No  TTR: 0.00
INC000000064003  Print/Copy/Scan/Fax Queue Novell Client for 32-bit W TIR Missed: No TIR: 0.00
Metro D Desktop Support Agriculture and Food Low Closed TTR Missed: No  TTR: 0.00
INC000000064032  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.00
Metro D Desktop Support Agriculture and Food Low Closed TTR Missed: No  TTR: 0.00
INC000000065852  Print/Copy/Scan/Fax  Queue None TIR Missed: No TIR:  0.00
Metro D Desktop Support Agriculture and Food Low Resolved TTR Missed: No  TTR: 0.00
INC000000070988  Print/Copy/Scan/Fax Toner/Fuser/Ink None TIR Missed: No TIR: 0.00
Metro D Desktop Support Agriculture and Food Low Resolved TTR Missed: No  TTR: 0.00




